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Dear Ms. Dortch, 

445 12” street, sw 

On behalf of the State TRS Administrators of the States of Wisconsin, Maryland, 
Virginia and Washington, attached is our comments to support a NECA funding 
mechanism for both TRS interstate and intrastate, local and toll calls using any enhanced 
VCO with voice-recognition technology, including CapTel calls, for a three-year period. 

Please feel free to call me at 608-267-6934 TTY or email me at 
jack.cassell@deg.state.wi.us with any questions regarding the attachment. 

Jack R Cassell 
I TRS Contract Administrator \ 

No. of Corks rec’d 0 
List ARCDE 

101 East Wilson Street Post Office Box 7844 Madison, WI 53707-7844 
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Washington, D.C. 20554 
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Individuals with Hearing and 
Speech Disabilities 

COMMENTS OF STATE TRS -4 

CC Docket No. 98-67 

XINISTR _TORS WHO ARE INVOLVED 
WITH CAPTEL RELAY TRIALS 

On behalf of the State TRS Administrators of the States of Wisconsin, Maryland, 

Virginia and Washington, information is provided regarding the Petition for Clarification 

Provision and Cost Recovery for CapTel, an enhanced VCO service, filed by Ultratec, Inc. 

on April 12,2002 (Petition). Specifically, as State TRS Administrators representing State 

Relay Programs participating in CapTel trials, we are providing information to support a 

NECA funding mechanism for both TRS interstate and intrastate, local and toll calls using 

any enhanced VCO with voice-recognition technology, including CapTel calls, for a three- 

year period. 

We are currently conducting trials of CapTel enhanced VCO service, in hopes of bringing 

TRS one step closer to providing a more functionally equivalent and natural way for persons 

with a hearing disability and usable speech to use relay services. Beginning and ending dates 

of these state trials are: 

Wisconsin October 1,2001 through March 3 1,2003 

Maryland March 5,2002 through June 4,2003 



Virginia July 1,2002 through November 30,2003 

Washington September 1,2002 through August 2003 

Trial participants have overwhelmingly indicated that CapTel improves the level of relay 

customer satisfaction and offers more effective, complete, and more realistic, real-time 

communication for both parties on this new type of relay call. We believe these 

improvements are a direct result of five basic functions of CapTel: 

Ease of Calling 

More natural call flow 

Improved accuracy of text 

Transparency of CapTel operator 

Utilizing voice recognition software and an International Telephone Union (ITU) 

Reduced length of relay call 

protocol to produce and transmit text, CapTel captions appear almost simultaneously with the 

spoken word. Ultratec reports an average word per minute rate in excess of 145’. Even the 

best relay centers average a CA typing speed of just over 80 words per minute’; many are 

lower. The result is a reduction in overall call length, yielding a call that is appreciably 

shorter than traditional relay and more similar to a non-relay call. Preliminary trial results 

indicate an average of a 41 %’ reduction in session minutes when compared to a standard 

relay call. 

’ Average WPM based on monthly Ultratec reports for state trials, July - December 2002 

’ Average CAPTEL session minutes compared to average of standard relay session minutes, as reported by 
states currently participating in CapTel trials. 

Average WPM based on independent testing by selected NASRA states, calendar year 2002. 



One of the basic components of the CapTel call is voice recognition software, which 

significantly increases the accuracy of transmitted text when compared to a traditional 

“typed” relay call. Informal testing conducted during various state trials indicates almost no 

omission of spoken words. Trial participants report that corrections are rare and handled by 

the CapTel Operator in real-time. Ultratec reports an accuracy rate in excess of 98%4 

compared to the nation’s best relay centers’ average accuracy rate of just over 90%’. 

A significant result of the CapTel trials has been the anecdotal feedback from hearing 

participants in a CapTel call. The hearing participant often does not realize they have 

received a “relay” call because the operator does not announce the call and there is no 

perceived delay for typing or transmission of text. The transparency of the CapTel operator 

and the ability of both parties to “talk over” each other in an equivalent manner to a standard 

non-relay call, results in a more natural experience for the hearing party. Reports of hang- 

ups and frustrations over relay call “lag time” and “turn taking” are nominal. The use of Dial 

Through@ eliminates the need for a relay access number for the CapTel phone user; the 

CapTel phone user dials only the number of the person being called and the connection to the 

captioning service occurs automatically. 

The technologies utilized by CapTel offer people with a hearing disability an opportunity 

to access the telephone network in a manner more functionally equivalent to that of a hearing 

caller. CapTel also appears to be a more attractive option for the thousands of people with 

significant hearing loss who are currently reluctant to use traditional relay services. This 

population includes the 35 million people over the age of 65. It is estimated that within this 

demographic group, one in three has some degree of hearing loss. 

‘ Average rate of accuracy based on monthly Ultratec reports for state trials, July -December 2002. 
Average rate of accuracy based on independent testing by selected NASRA states, calendar year 2002 



While the various state trials have enjoyed great success and customer acceptance, it is 

not our intention to endorse a particular producb'service such as CapTel. We are supporting 

the unique development of innovative telecommunications relay service technologies 

available that have great potential to bring us one step closer to a more functionally 

equivalent and natural way for person with a hearing disability to use relay services. 

However, for the purpose of addressing the potential development of new technology as 

encouraged by FCC, there are still several challenges that need to be addressed and resolved 

before the FCC should consider inclusion of any enhanced VCO with voice-recognition 

technology, including CapTel functionality, as part of a mandatory features requirement for 

TRS. They include: 

Availability of the service, 24 hours/day, 365 daydyear. 

Access and connection to local PSAPs and 9-1-1 centers. 

Three Digit Access to enhanced VCO with voice-recognition technology 

TRS (7-1-1). 

Establishment of call patterns is essential to a determination of more accurate 

projections of future call volume. 

Permanent reimbursement for interstate and toll-f?ee enhanced VCO with voice- 

recognition technology TRS calls. 

Provision of any future enhanced VCO with voice-recognition technology to all states 

through current relay providers. 

Provision of the opportunity to create a more level playing field for other vendor@) in 

providing an enhanced VCO with voice-recognition technology TRS provider@) to 

their customers. 



Based on the initial success of our CapTel trials, the overwhelmingly positive response 

from trialists, and our perceived need for further development before the service should be 

considered as a requirement for TRS, we believe it would be beneficial for the FCC to 

encourage all states to offer or continue these trials. 

As representatives of state TRS programs currently participating in CapTel trials, we 

recommend your consideration of a TRS funding mechanism for both interstate and intrastate 

toll and local calls using any enhanced VCO with voice-recognition technology TRS, 

including CapTel calls, for a three-year period. This evaluation will provide information 

that may provide the impetus for further development by the industry towards technologies 

capable of improving the speed and accuracy of CA performance while minimizing CA 

ergonomic injuries. In short, it would revolutionize the basic operations of relay services in 

ways now barely contemplated. We believe that the potential of any future enhanced VCO 

with voice-recognition technology for TRS providers, and CapTel technology in particular, 

cannot be fully realized unless the FCC supports all industry efforts at this early stage 

through a TRS funding mechanism for both local and toll calls. 

Recently, the Commission has fostered the development of innovative 

telecommunications relay service technologies through its support of reimbursement for 

Video Relay Service (VRS) and Internet Relay Service (IP Relay). These unique 

telecommunication relay service technologies are moving people whose primary 

communication mode is sign language one step closer to functional equivalency with the rest 

of the population. 

We recommend that the Commission continue in this direction by encouraging the 

development of innovative, valuable features and products that allow opportunity for true 



functional equivalency, which is currently more meaningful than the jurisdictional separation 

of its associated costs traditionally dealt with through NECA. Our collective experiences 

over the trial periods in our respective States, demonstrate that CapTel is much more than an 

enhanced VCO service. We believe your demonstrated support for enhanced VCO with 

voice-recognition TRS technology including CapTel will not only move a new population of 

relay users towards true functional equivalency, but may also improve the future of all text 

relay calls. 

Respectfully submitted, 

Brenda Kelly-Frey, Director Maryland Relay 

Clayton E. Bowen, VDDHH Relay and Outreach Manager 

(Please see "Clayton 's Statement of Ver$cation " attachment) 

Robert Lichtenberg, Washington TRS Contract Administrator 

(Please see "Robert's Statement of Verification" attachment) 



Statement of Verification 

I have read the foregoing, and to the best of my knowledge, information, and belief, there is 
good ground to support it, and it is not interposed for delay. I verify under penalty of perjury 
that the foregoing is true and correct. 

March 3,2003 

J 
Assistant Director 
State TRS Administrator, Washington Relay Service 
Office of the Deaf and Hard of Hearing 
Department of Social and Health Services 
State of Washington 

MS-45300 
1 1 * and Jefferson 
Olympia, WA 98504-4300 
360-902-8000 
360-902-0855 
Lichtnv@dshs.wa.gov 
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Statement of Verification 

I have read the foregoing, and to the best of my knowledge, information, and belief, there is good 
ground to support it, and it is not interposed for delay. I verify under penalty of perjury that the 
foregoing is true and correct. 

February 14,2003 

Clayton E. Bowen 
VDDHH Relay and Outreach Manager 
Virginia Department for the Deaf and Hard of Hearing 1602 
Rolling Hills Drive, Suite 203 Richmond, Virginia 23229- 

(804) 662-9718 fax 
bowence@ddhh.state.va.uus 

5012 (804) 662-9704 V/t 
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